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,QWURGXFWLRQ
7KH XVH RI FRQWURO WRROV WR PDQDJH VHUYLFHV LQ ,QIRUPDWLRQ 7HFKQRORJ\ ,7 LV D UHDOLW\ LQ FRQWHPSRUDU\
RUJDQL]DWLRQVWKLVFDQEHVWDWHGRQWKHXQGHUVWDQGLQJWKDWWKHFRQWUROVFDQJHQHUDWHILQDQFLDOUHVXOWVDQGFRQWULEXWH
WRUHDFKRUJDQL]DWLRQDOJRDOV




$GPLQLVWUDWLRQ6\VWHPRI WKH)HGHUDO*RYHUQPHQW 6,63 LQ LVSURRI WKDWYLVLRQ LVDOUHDG\PRUH WKDQD WZR
GHFDGH 7KH 6,63 WDUJHW LV RUJDQL]H WKH RSHUDWLRQ FRQWURO VXSHUYLVLRQ DQG FRRUGLQDWLRQ RI LQIRUPDWLRQ DQG
FRPSXWLQJUHVRXUFHVRIDOO%UD]LOLDQSXEOLFDGPLQLVWUDWLRQ
%UD]LOLDQ ODZV VWDWH WKH WHFKQRORJ\ VHUYLFHV VKRXOGEH H[HFXWLQJE\SULYDWH FRPSDQLHV MXVWLI\LQJ WKH QHHG WR
FRQWURODQGVXSHUYLVHWKHLPSOHPHQWDWLRQRIWKHVHVHUYLFHVWKDWWHFKQRORJ\DFWLYLWLHVLQFOXGH6HUYLFH'HVNVHUYLFHV
ZKLFK WKH W\SH RI FRQWUDFW LV E\ LPSOHPHQWLQJ D WHOHSKRQH H[FKDQJH WKDW UHJLVWHU WKH WLFNHW WKURXJK D VHUYLFH
PDQDJHPHQW VRIWZDUH ,WV SHUIRUPDQFHPXVW EHPHDVXUHG E\ WKH 6HUYLFH /HYHO$JUHHPHQW 6/$ZKLFK LV WKH











VLPSOLI\ VXSSRUW RSHUDWLRQV WKURXJK QDUURZ LQWHJUDWLRQ EHWZHHQ VHUYLFH UHTXHVW PDQDJHPHQW SURFHVV LQFLGHQW







RQH UHSRUW WKHPHWKRGRORJ\ XVHG WR MXVWLI\ WKLV FKRLFH 7KH IRXUWK VKRZV WKH DQDO\VLV DQG UHVXOWV DQG VHFWLRQ 
SUHVHQWVWKHFRQFOXVLRQVDQGWKHSURSRVDORIIXWXUHVWXGLHV
1.1. Brazilian National Cancer Institute 
7KH1DWLRQDO&DQFHU,QVWLWXWH,1&$SOD\VDPXOWLSOHUROHLQDOODUHDVRIFDQFHUSUHYHQWLRQDQGFRQWUROLQ%UD]LO






WR IXOILOO LWVPLVVLRQ LV WKH GHGLFDWLRQRI RXU SURIHVVLRQDO VWDIIZKRVH LQWHJUDWHGZRUN LV EDVHG RQ D SDUWLFLSDWLYH
PDQDJHPHQWPRGHO,QWKLVPRGHOZDVLQFRUSRUDWHGZLWKVXFFHVVLQYROYLQJDOORXUHPSOR\HHVDQGFKDQJLQJ
IRUWKHEHWWHUWKHGHOLYHU\RIVHUYLFHVWRWKH%UD]LOLDQSRSXODWLRQ




7KH UHTXLUHPHQW RI D EHWWHU SHUIRUPDQFH IRU ,7 DUHD LV LQFUHDVLQJO\ LQWHQVH GHPDQGLQJ WKH PDQDJHPHQW RI
VROXWLRQV V\VWHPV DQG HTXLSPHQW HQVXUHV WKH LQQRYDWLRQ VDIHW\ DQG SHUPDQHQW DYDLODELOLW\ RI VHUYLFHV
&RQVHTXHQWO\ LW LV QHFHVVDU\ D FRQVWDQW DFWLYLW\ RI SURVSHFWLQJ LQVWDOODWLRQ PDLQWHQDQFH PRQLWRULQJ DQG
LPSURYHPHQWRI WKH HQWLUH WHFKQRORJLFDO VROXWLRQZKLFK UHTXLUHV WHFKQLFDO VHUYLFHV LQ ,77KH ,7'LYLVLRQ '7,
IDFHVDFKDOOHQJHWKDWJRHVEH\RQGWKHFXUUHQWO\FDSDFLW\7KHGHSDUWPHQWKDVEHHQDGDSWLQJWKHQHZUXOHVRI WKH
%UD]LOLDQJRYHUQPHQWWRJHWKHUZLWKWKHQHHGWRDGDSWWRWKHHPHUJHQFHRIQHZWHFKQRORJLHV
&XUUHQWO\ WKH6HUYLFH'HVN WHDP DWWHQGPRUH WKDQ VL[ XQLWV ORFDWHG LQ5LR GH -DQHLUR FLW\ 7KHVH XQLWV DUH LQ
DGGLWLRQ WR KRVSLWDOV UHVHDUFK IDFLOLWLHV DGPLQLVWUDWLYH KRWHOV DQGZDUHKRXVHV7KHUHIRUH FRQWURO LV QHFHVVDU\ WR
HQVXUHTXDOLW\PDQDJHPHQWRILQIRUPDWLRQDQGFRQWUROVRIWZDUHXVDELOLW\LVFULWLFDOIRUWKLVWRKDSSHQ
8VDELOLW\
7KH OLWHUDWXUH SUHVHQWV GLIIHUHQW SHUVSHFWLYHV RQ XVDELOLW\ 7KLV VHFWLRQ DLPV WR SUHVHQW EULHIO\ VRPH RI WKH
WKHRUHWLFDOYLHZVRQXVDELOLW\DQGGHHSHQLQJWRWKH%UD]LOLDQJRYHUQPHQW
VYLHZRQWKLV7KHFRQFHSWRIXVDELOLW\LV




8VDELOLW\ UHIHUV WR WKH TXDOLW\ RI D XVHU




7RXQGHUVWDQGWKHZRUNLQ WKLVSDSHU LVQHFHVVDU\WRNQRZWKHYLVLRQWKDW WKH%UD]LOLDQJRYHUQPHQWKDVRQWKH





WKLV FDVH D VLWH RU D VRIWZDUH8VDELOLW\ DLPV WR HQVXUH WKDW DQ\ SHUVRQ FDQ XVH WKH VLWH RU VRIWZDUH DQG WKDW LW
IXQFWLRQVDVH[SHFWHGE\WKHSHUVRQ
2.1. CA Service Desk Manager 
7KH SURFHVV RI PDWXULW\ RI VHUYLFH PDQDJHPHQW DFFRUGLQJ WKH GDLO\ QHHGV RI FRVW VDYLQJV FDQQRW KDYH D
FRPSOH[VRIWZDUHIRUWKHHQGXVHU&RPSXWHU$VVRFLDWHV6HUYLFH'HVN0DQDJHUWRRO&$6'0DOORZVDQLQWXLWLYH







7KH VRIWZDUH ZDV SXUFKDVHG E\ '7, LQ RUGHU WR RSWLPL]H WKH WLFNHW V\VWHP DQG HQVXULQJ WKDW UHSRUWV RI
DFFRXQWDELOLW\IRU,7LQIUDVWUXFWXUHFRQWUDFWVDUHUHOLDEOH





3.1. Data collection instruments 
7KLV UHVHDUFKXVHG WUHH LQVWUXPHQWV IRUGDWDFROOHFWLRQ IRUDVVHVVPHQWRIXVDELOLW\ D36684WKH3RVW6WXG\
6\VWHP8VDELOLW\4XHVWLRQQDLUHE&)886,,QWHUQDWLRQDO&ODVVLILFDWLRQRI)XQFWLRQDOLW\±8VDELOLW\,DQGF
&)886 ,, ,QWHUQDWLRQDO &ODVVLILFDWLRQ RI )XQFWLRQDOLW\± 8VDELOLW\ ,,7KHVH TXHVWLRQQDLUHV ZHUHGLVWULEXWHGWR
WKHHPSOR\HHV DOO&$6'0XVHUVDQG FROOHFWHGDIWHUILOOHG(YHU\SDUWLFLSDQWZDV LQIRUPHG DERXW WKHSXUSRVH RI
WKHVWXG\DQGLQVWUXFWHGRQWKHTXHVWLRQQDLUHV
7KLV SDSHU XVHG TXHVWLRQQDLUHV DQG VFDOHV ZLWK LQVWUXPHQWV WR FROOHFW VXEMHFWLYH GDWD IURP XVHUV DQG WKHLU
DSSOLFDWLRQ LV UHOLDEOH WRDFFHVVXVDELOLW\%\FRQVHTXHQW WKHTXHVWLRQQDLUHVXVHG LQ WKLVVWXG\36684&)886
,DQG&)886,,DUH SHUIHFWO\ DSSOLFDEOH WR HYDOXDWHWKH XVDELOLW\ RIVRIWZDUH DQG V\VWHPV 7KHVH
TXHVWLRQQDLUHVZRUHWHVWHGDQGDSSURYHGDVGDWDFROOHFWLRQWRROVWRHYDOXDWHXVHUVDWLVIDFWLRQRQPDQ\V\VWHPVW\SHV
DQGDUHRIWHQXVHGIRUWKLVSXUSRVH




7KH 36684 4XHVWLRQQDLUH LV SURYLGHG WR WKH XVHU DIWHU WKH\ KDYH FRPSOHWHG DOO QRUPDO FRQGLWLRQ
VFHQDULRV,WVILOOLQJFRQVLVWVRIVHOHFWLQJDQGPDUNLQJRQHRIWKHRSWLRQVWKDWWKHVRIWZDUHXVHUGHHPDSSURSULDWHWR
UHVSRQVH HDFK TXHVWLRQ EDVHG RQ D SRLQW VFDOH ZKHUH WKH ORZHU UHVSRQVH WKH KLJKHU WKH VXEMHFWV XVDELOLW\
VDWLVIDFWLRQZLWKWKHV\VWHP
7KH36684FDQEHXVHGWRSURGXFHWKHIROORZLQJPHDVXUHVD6<686(±6\VWHPXVHIXOQHVVFDOFXODWHGE\
WDNLQJ WKHDYHUDJHRI WKH LVVXHV E ,1)248$/± ,QIRUPDWLRQ TXDOLW\ FDOFXODWHG E\ WDNLQJ WKH DYHUDJH RI
TXHVWLRQV  F ,17(548$/ ± ,QWHUIDFH TXDOLW\ FDOFXODWHG E\ WDNLQJ WKH DYHUDJH RI TXHVWLRQV  G
29(5$//±*HQHUDOXVHUVDWLVIDFWLRQZLWKWKHV\VWHPFDOFXODWHGEDVHGRQWKHDYHUDJHRITXHVWLRQV
























7KH TXHVWLRQQDLUH ZDV DSSOLHG WR  XVHUV 1LQH SDUWLFLSDQW ZHUH PDOH DQG WZR DUH IHPDOH 7KH DJH RI WKH
SDUWLFLSDQWV ZDV EHWZHHQ  DQG  \HDUV 1LQH RI WKHP DUH JUDGXDWHV LQ ,7 DQG WZR LQ RWKHU SURIHVVLRQV
$GPLQLVWUDWLRQDQG(QJLQHHULQJ7KUHHSDUWLFLSDQWVDUH,1&$VHPSOR\HHVDQGHLJKWDUHRXWVRXUFHGWRH[HFXWH,7
LQIUDVWUXFWXUHMREV
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3.3. Methodological Procedures 
7KHPHWKRGRORJLFDOSURFHGXUHVLQFOXGHGWKHIROORZLQJVWHSV
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4.1. System Usability Questionnaire and Important Topics (SYSUSE, INFOQUAL and INTERQUAL) 




VDWLVIDFWRU\ ,I WKH VRIWZDUH¶VXVDELOLW\ LV DIIHFWLQJ WKHZRUNLQJFDSDFLW\ LWPHDQV WKDW WKLV DSSOLFDWLRQQHHG WREH
DGDSWHGWRWKHRUJDQL]DWLRQ¶VSURFHVVHV
2QWKHRWKHUKDQGXVHUVVLJQDOHGWKDWWRJHWDWLFNHWWKURXJKWKHVRIWZDUHWKH\TXLFNO\PDQDJHGWRLQWHUSUHWWKH





7KH KLJKHVW DYHUDJH ZDV LGHQWLILHG WKDW VD\ DERXW WKH DFFUHGLWDWLRQ RI WKH UHVSRQGHQW FRXOG EHFRPH PRUH
SURGXFWLYHZKHQXVLQJWKHVWXGLHGVRIWZDUH,QWKH'7,HQYLURQPHQWWKLVLQIRUPDWLRQFDQEHVHHQDVDYDOXDEOHZD\
VLQFH LW LV D VLJQ WKDW WKH WHDP LV UHVLVWDQW DJDLQVW&$EXW WKHZD\ LQZKLFK LWPXVWEH LPSOHPHQWHG5HVSRQVHV
DQDO\VLVWHQGVWRSRLQWWRDQHHGKLJKHUTXDOLILFDWLRQWRXVHWKHV\VWHP
7KH DYHUDJH RQ HUURU UHFRYHU\ ILHOGV SRLQW WR DQ LQVHQVLWLYH HUURU UHSDUDELOLW\ FDSDFLW\ RQ V\VWHP ,Q RUGHU WR
SURYLGHDEURDGHUYLHZRIWKDWVWHSLVSUHVHQWHGRQ)LJXUHDFKDUWZLWKWKHUHVSRQVHVDYHUDJH



















4.2. Information and Interface Quality (IFC 1 and IFC 2) 






















UHDVRQ WR DVVXPH WKDW WKHUH LV D UHODWLYH TXDOLW\ LQ WKH ILQDO VWDJHV RI WKH TXHVWLRQQDLUH 7KHVH VWHSV DGGUHVV WKH
NQRZOHGJHJHQHUDWLRQXVLQJWKHVRIWZDUHDQGLWVGRFXPHQWDWLRQLQWHUDFWLRQFDSDFLW\DQGLQWHUDFWLYLW\EHWZHHQWKH
V\VWHPWDVNV
0RVW UHVSRQGHQWV UHFRJQL]HG WKDW WKH V\VWHP KHOS PHVVDJHV DUH HIIHFWLYH DQG HDV\ WR XQGHUVWDQG 7KLV




DQG PHQX EDUV VHSDUDWRUV FRPSRQHQW VL]HV LFRQV TXDOLW\ DQG RWKHU DVSHFWV 7KH UHVXOW RI WKLV HYDOXDWLRQ ZDV
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    
7KHVL]HRIWKLVFRPSRQHQWZDV     
7KHVL]HRIWKLVFRPSRQHQWUHODWLYHWR
WKHRWKHUZDV
    
7KHFRUUHVSRQGHQFHRIWKHLFRQVWRWKH
UHVSHFWLYHDFWLRQZDV
    
7KHVL]HDQGTXDOLW\RIWKHLFRQVZHUH     

7KH OHVV LWHPVYDULDWLRQ VKRZVKRPRJHQHLW\ EHWZHHQ WKH DQVZHUV DQG WKH RSSRVLWH VKRZVKHWHURJHQHLW\7KH
VL]HRIWKHFRPSRQHQWVUHODWLYHWRRWKHUVZDVWKHPRVWKHWHURJHQHLW\DQVZHU7KHFRQFOXVLRQRIWKLVDQDO\VLVVKRZV




4.3. Assumptions of the analysis 










$FFHSWDQFH 1RW6DWLVIDFWRU\ 8VHUVGLGQRWDFFHSWWKHWRROH[FKDQJH )ROORZXVHUVRQWKHXVHRIWKHV\VWHP
KHOSLQJLIQHFHVVDU\






















FDQEHXVHG LQRWKHURUJDQL]DWLRQVZLWKUHVHUYDWLRQVEXW LW LVVXJJHVWHG WKDW LWV LPSOHPHQWDWLRQEHDGDSWHGRI WKH
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,W LV DOVRSRVVLEOH WR FRQFOXGH IURP WKLV VWXG\ WKDW DQDO\]HG VRIWZDUHSUHVHQWV DSHUIRUPDQFH WKDW QHHGV WREH
LPSURYHGDVIDUDVUHJDUGVWKHHIILFLHQF\RILWVXVDELOLW\
'DWDFROOHFWLRQ LQVWUXPHQWVZHUHHIILFLHQWIURPHIIHFWLYHQHVVSHUVSHFWLYHEXW WKHUHZDVD ORWRIGLIILFXOW\ZLWK
WKH GLVVHPLQDWLRQ E\ GLJLWDOPHGLD UHTXLULQJ YLVLWV WR DVVLVW WKH UHVSRQGHQWV 7KH GLIIHUHQW DQDO\VLV SHUVSHFWLYHV
VXJJHVWHGVLPLODUUHVXOWVZKLFKSURYHGWKHUHOLDELOLW\RIWKHUHVHDUFK































 /HZLV -5 3V\FKRPHWULF (YDOXDWLRQ RI WKH 366848VLQJ'DWD IURP )LYH<HDUV RI 8VDELOLW\ 6WXGLHV ,QWHUQDWLRQDO -RXUQDO RI +XPDQ±
&RPSXWHU,QWHUDFWLRQ	
 5LEHLUR650DUWLQV$,4XHLUyV$6LOYD$*5RFKD138VDELOLW\HYDOXDWLRQRIDKHDOWKFDUHDSSOLFDWLRQEDVHGRQ,3793URFHGLD
&RPSXWHU6FLHQFH
 6WDUURVW.*H\K67UDXWZHLQ$*UXQRZ-&HEDOORV%DXPDQQ$3URVLHJHO06WXFNL*&LH]D$,QWHUUDWHU5HOLDELOLW\RIWKH([WHQG
,&)&RUH6HWIRU6WURNH$SSOLHGE\3K\VLFDO7KHUDSLVWV3K\VLVFDO7KHUDS\
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